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Executive Summary
In March 2025, Konecta Italia — a business process outsourcing services company — signed 

Italy’s first company-level AI agreement with SLC-CGIL, an Italian communications union, 

covering roughly 7,000 of its employees. PAI interviewed SLC-CGIL representatives Maurizio 

Feriaud (national policy officer of the SLC-CGIL federation), Riccardo Saccone (general 

secretary, elected by the general assembly of the SLC-CGIL federation), and Natascia Treossi 

(national policy officer of the SLC-CGIL federation). The interview was translated live by 

Massimo Mensi, director at UNI Global Union. 

SLC-CGIL benefited from Italy’s labor policy environment (including sector-level bargaining), 

as well as specific laws mandating negotiation over new technology tools. Put broadly, 

employers and unions can protect workers against surveillance, even if the nature of gener-

ative AI technology can make it difficult to guard against data use feeding into job loss in 

the long term. 

KEY INSIGHT 1

Read analysis

Preexisting protections for workers provided leverage for new 

demands. 

KEY INSIGHT 2

Read analysis

Unions can try to address short-term surveillance by safeguarding 

workers as data is collected for AI training and, to some extent, 

address fears of long-term job loss.

KEY INSIGHT 3

Read analysis

Defining AI as a tool, not a replacement, establishes a foundation 

for addressing risks of worker displacement.

KEY INSIGHT 4

Read analysis

Even if unions cannot effectively stop the introduction of AI, they 

can make sure they are part of the governance process. 
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Introduction 
Founded in 1996, SLC (Sindacato Lavoratori della Comunicazione, or the Communication 

Workers’ Union) is part of CGIL (Confederazione Generale Italiana del Lavoro, or General 

Confederation of Labour). SLC-CGIL is a union representing communications workers, 

including those in publishing, telecommunications, and entertainment. CGIL is the largest 

trade union in Italy, with 2.7 million active members. Historically, CGIL has been aligned with 

the Socialist and Communist parties and frequently takes a more adversarial approach to 

employer and government bargaining than other major trade unions do. 

SLC-CGIL covers employees at Konecta Italia, a customer relationship management company 

that operates call centers and business process outsourcing services with roughly 7,000 

employees across Italy. Konecta generated approximately EUR 319 million (USD 370 million) 

in 2024 revenue. The company has integrated AI agents into its services. On its English-

language website, Konecta states: “We seamlessly hybridize human and AI agents to make 

every interaction feel special. Our mission is to redefine what’s possible in GenAI-powered 

customer and employee experience.” In general, the call center industry has become a sector 

with robust automation, especially with the rise of agents. In some cases, chatbot companies 

have promised that their AI agents can replace up to 80 percent of call center jobs, which 

greatly concerns workers. PAI has found in previous studies that while call workers might see 

some benefits in such features as automated data entry, they express unease about being 

subjected to increased surveillance.

In March 2025, Konecta signed Italy’s first company-level AI agreement governing Agent 

Assist, an AI tool that supports call center operators by providing agents with real-time 

analytics on customer satisfaction, automating some human agent tasks, and creating 

multiple channels for customer interaction. The negotiations with Konecta were led by 

SLC-CGIL, working with such other major trade unions for communications workers as 

FISTel-CISL, UILCom-UIL, and UGL Telecomunicazioni, which signed on in solidarity. SLC-CGIL 

typically serves as the primary union voice in telecommunications bargaining. 

Before reaching an agreement, SLC-CIGIL held various meetings with members to develop a 

list of requests. Members then voted on the agreement in a plenary.

The agreement contains the following key provisions: 

•	 Requires Konecta to train workers on how to use Agent Assist.

•	 Defines Agent Assist as a tool rather than a replacement for workers.

•	 Sets strong data privacy protections regarding any information shared or collected 

via Agent Assist.

•	 Bans the use of employee data to train AI models that are used to ensure the func-

tioning of the Agent Assist.

•	 Establishes a joint committee composed of eight Konecta representatives and 

eight trade union representatives to monitor agreement implementation.

https://www.slc-cgil.it/
https://konecta.com/
https://cacm.acm.org/news/automating-call-centers-with-ai/
https://www.reuters.com/world/india/meet-ai-chatbots-replacing-indias-call-center-workers-2025-10-15/
https://partnershiponai.org/paper/ai-and-job-quality/
https://konecta.com/solutions/ai-and-agentic-ai-services/agentic-ai-for-customer-experience
https://konecta.com/solutions/ai-and-agentic-ai-services/agentic-ai-for-customer-experience
https://www.ziptone.nl/en/konecta-italia-sluit-overeenkomst-met-vakbonden-over-inzet-ai-in-klantcontact/
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The agreement, which took effect in March 2025, created a 12-month pilot trial period which 

ended in March 2026. Konecta and the trade unions are now deciding next steps. The purpose 

of the pilot period was to allow the joint committee to adjust protections as technology and 

labor conditions on the ground evolve. 

Labor Policy in Italy
Italy’s labor and policy landscape made this agreement feasible. 

•	 Italy’s Workers’ Statute, the Statuto dei Lavoratori, was central to SLC-CGIL’s 

ability to achieve this win. This law was passed in 1970 after significant labor orga-

nizing.1 The law, in part, requires employers to obtain a union agreement before 

installing any technology capable of monitoring workers — even indirectly. While 

the law initially governed CCTV cameras in the workplace, it continues to apply 

to all surveillance technologies.2 As a result, Konecta is essentially required to 

negotiate with any trade unions whose members are impacted by Agent Assist. 

Although Konecta did not proactively engage with SLC-CGIL and other affected 

trade unions, the unions were able to leverage the Workers’ Statute to get Konecta 

to the bargaining table after the company announced Agent Assist. The Workers’ 

Statute has been invoked in additional cases; in 2025, the Italian Data Protection 

Authority (Garante) fined a company for using GPS to monitor employees. 

•	 By law, all Italian workplaces with more than 15 employees have either work-

er-elected workplace representatives known as RSU (rappresentanze sindacali 

unitarie) or — if an election has not been possible — representatives known as 

RSA (rappresentanze sindacali aziendali) that are appointed by the chosen trade 

union associations. These bodies have statutory information and consultation 

rights regarding the introduction of monitoring technologies such as Agent Assist. 

Crucially, these consultation rights exist in law and do not rely on contracts.

•	 Italy’s union density and labor bargaining model also contributed to the success 

of this agreement. Italian unions bargain at the sector level, so agreements apply 

to workers within an industry rather than at single workplaces. Recognition of 

a union does not require a workplace election. 30 percent of employees in Italy 

belong to a trade union (as of 2024), and 100 percent are covered by collective 

bargaining agreements in accordance with Italy’s sectoral bargaining system. By 

contrast, only 10 percent of US employees belong to a trade union, and the US lacks 

a national framework for sectoral bargaining. 

1  In the wake of unrest 
in May 1968,  universi-
ty-based and broader 
working class mobiliza-
tions led to the renewal 
of several multiemployer 
collective bargaining 
agreements at the 
national level. Concur-
rently, a center-left 
government that priori-
tized passage of a strong 
labor bill came to power. 

2 Similar worker privacy 
protections exist in such 
places as Latin America, 
the US, and Canada. In 
certain cases, such laws 
have been used in other 
AI technology agree-
ments

https://uk.practicallaw.thomsonreuters.com/Glossary/UKPracticalLaw/I3f61de1cfc7611eabea4f0dc9fb69570
https://www.datenschutz-notizen.de/garante-fine-for-employee-monitoring-and-gps-tracking-4953075/
https://leglobal.law/countries/italy/employment-law/employment-law-overview-italy/10-trade-unions-and-employers-associations/
https://data-explorer.oecd.org/vis?df%5Bds%5D=DisseminateFinalDMZ&df%5Bid%5D=DSD_TUD_CBC%40DF_TUD&df%5Bag%5D=OECD.ELS.SAE&dq=GBR%2BSWE%2BESP%2BPRT%2BNLD%2BITA%2BDEU%2BFRA%2BFIN%2BDNK%2BCZE%2BBEL%2BAUT..&pd=2005%2C&to%5BTIME_PERIOD%5D=false&ly%5Bcl%5D=TIME_PERIOD&ly%5Brs%5D=REF_AREA&vw=tb
https://data-explorer.oecd.org/vis?tm=collective%20bargaining%20coverage&pg=0&snb=2&vw=tb&df%5Bds%5D=dsDisseminateFinalDMZ&df%5Bid%5D=DSD_TUD_CBC%40DF_CBC&df%5Bag%5D=OECD.ELS.SAE&df%5Bvs%5D=1.0&dq=..&pd=2024%2C&to%5BTIME_PERIOD%5D=false
https://researchrepository.ilo.org/esploro/outputs/journalArticle/The-protection-of-workers-privacy-the/995274430202676
https://researchrepository.ilo.org/esploro/outputs/journalArticle/The-protection-of-workers-privacy-the/995274430202676
https://laborcenter.berkeley.edu/tech-and-work-policy-guide/
https://laborcenter.berkeley.edu/tech-and-work-policy-guide/
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Key Insights 
We interviewed SLC-CGIL representatives Maurizio Feriaud (national policy officer of 

the federation of SLC-CGIL), Riccardo Saccone (general secretary, elected by the general 

assembly of the federation of SLC-CGIL), and Natascia Treossi (national policy officer of the 

federation of SLC-CGIL) to gain insight into workers’ perspectives on the integration of AI in 

their workplace and the conditions under which they were able to negotiate. The interview 

was translated live by Massimo Mensi, director at UNI Global Union. 

KEY INSIGHT 1
Preexisting protections for workers provided leverage for new demands.

Konecta began by introducing Agent Assist unilaterally, without consulting any union repre-

sentatives. As noted above, however, Italy’s Workers’ Statute mandates that employers 

consult with unions when introducing any form of surveillance technology. Agent Assist is 

designed to “provide real-time operational suggestions, show a summary of handled calls, 

reduce manual work, and improve the quality and efficiency of work processes,” according to 

Konecta. SLC-CGIL representatives pointed out that these capabilities easily facilitate worker 

surveillance because they track workers’ progress and metrics in real-time while retaining 

data about customer satisfaction. Rather than needing to threaten a strike, SLC-CGIL quickly 

leveraged the Workers’ Statute to bring Konecta to the bargaining table. As SLC-CGIL told us: 

“The workers and our delegates reported [Konecta’s use of Agent Assist] to us, we stopped 

them, and then we reached an agreement.” 

KEY INSIGHT 2
Unions can try to address short-term surveillance by safeguarding 
workers as data is collected for AI training and, to some extent, address 
fears of long-term job loss. 

As SLC-CGIL leadership explained, union members expressed primary concerns over 

near-term surveillance (e.g., the idea that Agent Assist might be used to monitor and disci-

pline workers) and long-term job loss (e.g., Agent Assist might eventually replace all or many 

Konecta call center workers). Employees feared AI’s “invasiveness, privacy, and remote 

[managerial] control.” Beyond immediate surveillance concerns, workers also worried “that 

today we’re training artificial intelligence . . . and tomorrow artificial intelligence will drain 

jobs.” As one SLC-CGIL representative pointed out: “Once the training of these tools is done, 

there is the fear about the disruption of jobs.” 

SLC-CGIL worked to design an agreement that clarified both Agent Assist’s purpose and 

how Konecta would collect and use worker data. However, the nature of AI technology made 

it difficult for the union to design protections against the use of workers’ data to train AI 

that might eventually replace them. Fundamentally, the agent makes the job easier for the 

Designing 
protections against 
both surveillance 
and long-term 
job loss proved 
challenging.

Rather than 
needing to threaten 
a strike, SLC-CGIL 
quickly leveraged 
the Workers’ 
Statute to bring 
Konecta to the 
bargaining table.
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workforce because it supports workers’ ability to fulfill routine tasks. But once they have 

trained the AI, will their jobs disappear?

 “We wanted something more stringent in writing that the data cannot be used for self-gen-

erating artificial intelligence — but it’s complex, because all artificial intelligence systems 

are self-generating now. So we found a bit of a compromise sentence that wasn’t as stringent 

as we would have liked,” explained Saccone.

Designing protections against both surveillance and long-term job loss proved challenging, 

and concerns persist with the agreement in place. “It’s a challenge, and it’s a sort of race,” 

said Saccone. “We don’t know who will be the winner. Will the tool offer opportunities for 

reskilling, or will AI defeat us?” 

KEY INSIGHT 3
Defining AI as a tool, not a replacement, establishes a foundation for 
addressing risks of worker displacement. 

A  core tenet of the agreement that SLC-CGIL fought to include was the framing of AI as a tool 

to improve work conditions for call center workers, rather than to monitor or replace them. 

Agent Assist’s name emphasizes the tool’s intended use as a way to augment and support 

human labor. According to the agreement:

•	 “‘Agent Assist’ is a support tool designed to assist workers in carrying out their 

daily activities, which is based on a mechanism for transcription and real-time 

analysis of interactions between the operator and the end customer.” 

•	 “Under no circumstances will the personal data of their employees be used to train 

the AI models used to ensure the functioning of Agent Assist.” 

As noted above, AI’s learning capabilities might make it difficult for worker data and job 

protections to endure, but having this intent clearly stated in the agreement gave workers a 

sense of security that allowed them to experiment with Agent Assist. According to SLC-CGIL 

representatives, Agent Assist creates connections across applications and delivers real-time 

information that operators need to have when starting calls with customers, so that they no 

longer need to perform research across Konecta’s databases.

After the agreement came into place, workers were more open to seeing how the tool could 

potentially help them. “A bit of curiosity also came into play,” noted an SLC-CGIL represen-

tative. Now, as required by the agreement, workers are being trained on how to draw support 

from the agent when performing tasks. 

After the agreement 
came into place, 
workers were more 
open to seeing 
how the tool could 
potentially help 
them.
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KEY INSIGHT 4
Even if unions cannot effectively stop the introduction of AI, they can 
make sure they are part of the governance process.

SLC-CGIL expressed the need for other unions to tackle the issue of AI head-on so workers will 

have more of a say in shaping how AI technologies are deployed in workplaces. Rather than 

attempting to stop AI altogether, unions can focus on emphasizing the need for workers to 

steer how AI is introduced and how it is governed: “We can’t stop what’s coming — artificial 

intelligence — with the power of our hands, but we want to try to govern these processes ... 

it’s better with us than alone,” said Saccone. According to the representatives, the union is 

attempting to humanize the process of algorithmic management and creating safeguards. 

They point to the need for employee reskilling and for employers to keep workers in the loop 

to ward off the threat of disruption. 

“This is the moment to be brave and to promote participation ... the courage is to explain all 

these technologies, all this system, to the workers, and that we can govern AI, we can govern 

this system together,” said an SLC-CGIL representative. 

Conclusion 
Given that the agreement covered a 12-month pilot period which ended in March 2026, 

Konecta and the trade unions are now deciding next steps. SLC-CGIL leadership will commu-

nicate with internal trade union representatives and with the joint management-labor 

committee about the pilot agreement’s results in order to consider changes. 

Even with an agreement in place, concerns linger that workers are training chatbots that 

will be used to replace them. When PAI asked if workers who are replaced by Agent Assist 

will have any bargaining or legal recourse, one SLC-CGIL representative replied that this is 

the “million-dollar question.” In a related case, a cybersecurity company laid off a graphic 

designer after introducing AI; the worker initiated a legal grievance process, but the court 

ruled in the employer’s favor.

SLC-CGIL will monitor and evaluate the success of the agreed-upon protections via the joint 

management-labor committee and will adjust its approach as technology and labor condi-

tions change.  

The union is 
attempting 
to humanize 
the process of 
algorithmic 
management.

https://www.brocardi.it/notizie-giuridiche/lavoratore-prima-volta-puoi-essere-licenziato-colpa-dell-intelligenza/6619.html
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